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S e s s i o n  E v a l u a t i o n s  
As a part of our “green” 
initiatives, OLC is no longer using 
paper forms for session 
evaluations.  Please use the OLC 
Conference mobile app to 
evaluate this session. Navigate 
to this session listing, then click 
on “Rate this Session”. 
Your Presenters 
Michael Fleming,  Director of Online Support and Delivery 
Columbia University, School of Continuing Education 
 
Michael provides technical oversight, management, and 
administration across all SCE online courses. He oversees a team 
of dedicated online support staff who work to ensure the 
successful execution of online courses being delivered each term. 
He has a rich background in web-conferencing, technical support, 
and synchronous learning. 
Matthea Marquart, Online Support Project Manager  
Columbia University, School of Continuing Education 
 
In her current role, Matthea supports the smooth execution of 
virtual class sessions in Adobe Connect, coaches faculty on online 
instructional strategies and tools, and collaborates on continually 
improving the school's online courses. For the last ten years, her 
professional life has focused on education and training, both 
online and in person. 
What’s in it for you? 
Example of a support & 
coaching model for live 
online classes + elements 




Ways to improve 
the execution of live 
online classes 
Ideas to make live 




Green (yes) or red (no): 
• Do you work with live online classes now? 
• Do you consider yourself a beginner with live 
online classes?  
• Is there anything else you’re hoping to get from 
this session? 
 
Our support framework: 
Disclaimer: We believe instructional design is very important.  In fact, we plan our live 
online classes collaboratively with the design team and faculty… 
 
…but we don’t believe good design alone could possibly be enough to execute quality 




Creating an online course is a group effort 
But when the course launches, the 
instructor can be left all alone 
© Stacey Catherine via Flickr 









Information and Knowledge Strategy 
Strategic Communications 
Technology Management 
Of the 13 professional master’s degree programs offered by the School of Continuing 
Education, the “Executive Trio” are the main programs we work with for the online 
initiative. These are three master’s programs that are a hybrid low-residency format with 
some online and some face-to-face components. They are geared toward working 
professionals. We also work with several non-degree and certificate programs to offer 
singular online courses, or complete online offerings (such as the Business Certificate). 
 
http://ce.columbia.edu/ 










Des ign Del iver Support 
Our Values 
Focus on the student learning experience online 
Fostering meaningful Instructor presence online 
Compelling, rigorous, academic content 
Social, interactive, and engaging course design 
Innovative use of educational technologies 
Facilitating live interaction and dynamic collaboration 
Proactive, polite, and professional online support 
Sample Student Week 





















6-10 hours per week 
Live sessions are always managed by a Webinar Support who assist faculty 
and students with any technical issues that may occur during the course of the 
event. Generally, live events are staffed, additionally, by the course 
Facilitator(s) who serve to answer student questions, interact during break-
outs, respond to polls, etc.  
What is a “Live Session”? 
Live sessions are synchronous meetings that allow an 
online class to get together in real time. Live sessions 
occur weekly or bi-weekly – and depending on the 
particular course may be either required or optional 
elements of the learning experience. We currently 
hold all Live Sessions on Adobe Connect. Adobe 
Connect is a web conferencing solution for web 
meetings, eLearning and webinars.  
 




Discussion Seminar with Breakouts 
You’ve designed an amazing course – 




needs tracking Interactive activities 
need setup and planning 
Users may have technical 
issues 
The virtual classroom may have 
technical issues 
Instructor needs to 
focus on teaching 
Instructor may feel 
overwhelmed by 
the technology 
Quality support is the key to success 
How we support online faculty 
Dedicated webinar specialist for each course 
 Training on tools and techniques 
Ongoing coaching – focused on the instructor’s strengths, to build 
strengths and confidence 
Before class 
 
Weekly planning & 
coaching meeting 
 
Prepare the Adobe 
Connect classroom with 




strategies when the 





support for the 
instructor and students 
 
Support for interactive 





Debrief with verbal 
coaching 
 
Report after every class 
 
Details of attendance & 
participation  
 
Proposed solutions for 
any issues 
 





We provide ongoing technical and 
instructional support 
• Designing a live session strategy 
• Creating storyboards for each week 
• Training on Adobe Connect and Canvas 
 
Before the Course Begins 
• Preflight meeting (discussing the plan) 
• Prepare the virtual classroom with assets 
• Sound check / tech check 
• Coaching 
Before Class 
• Real-time support and troubleshooting 
• Facilitation of learning activities 
• Instructor focuses on teaching;  we take care 
of the rest 
During Class 
• Debrief with faculty 
• Participation report and analytics 
• Qualitative feedback to help with the 
instructor’s learning curve 
 
After Class 
Support  Smooth live online classes 
and continuous improvement 
• CU SCE has found that this support and coaching 
model has facilitated technically smooth live online 
classes that are continually improving.   
School 
• Instructors say that they could not have done it 
without their webinar specialist partners – with 
this support, they are able to focus on instruction 
and engage their students.   
Faculty 
• Students say that they appreciate the responsive 
technical support and ability to focus on learning 
rather than extraneous technical issues, and they 
rate their online courses and instructors well.     
Students  
Pair Activity with Handout 
 Discuss with your partner – how might you 
adapt some of the strategies from today’s 
session for your institution? 
 
 
The handout includes best practice tips and 
ideas for modifying them to fit a range of 
staffing levels and budgets. 
Additional tips and techniques for you: 
 
We will compile and distribute the ideas you share 
on the half-page feedback slips.  Please take a 
minute to write down your top takeaway, as well as 
any feedback on this session.  If you would like your 
name credited for your idea, please write legibly. 
Q&A 
 Thank you for joining us today! 
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